JOURNAL OF BUSINESS LOGISTICS, Vol. 13, No.2, 1992 I 


CREATING LOGISTICS CUSTOMER VALUE! 


by 


C. John Langley, Jr. 
University of Tennessee 
and 
Mary C. Holcomb 
Iowa State University 


In their quest for new ways to establish a competitive edge, many companies 
are recognizing the unique types of customer value that can be created through 
logistics management. While such firms as Xerox, L. L. Bean, Frito-Lay, and 
McDonald’s would surely agree that product quality and consistency are important, 
they would argue that the elements of logistical service also create significant value 
for customers. 


In recognition of the new emphasis on providing the “best comparative net 
value” for the customers,” logistics represents a key bundle of resources that can 
be applied successfully to this end. Customer value can be created through product 
availability, timeliness and consistency of delivery and ease of placing orders, and 
other elements of customer service. The net impact is that logistical service is 
becoming recognized as an essential element of customer satisfaction in a growing 
number of product markets today.> 


A fundamental premise of this article is that logistics is one of the “strategic 
suprasystems” that are responsible for creating customer value.4 Although this 
premise should be of interest to people who are involved with logistics on a daily 
basis, it also will serve to highlight some of the value-creating properties of logistics 
for the benefit of others in such areas as marketing, finance, and manufacturing. 


To focus attention on the new role of logistics management, the following 
four propositions have been formulated around key issues that need to be addressed: 


1. Logistics represents a comprehensive process, one which not only 
incorporates a wide range of activities, but which evidences key linkages 
with other strategic suprasystems. The logistics function is changing 
rapidly as firms apply significant resources to effective management 
in this important area. 
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